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4.0 TURNOVER REQUIREMENTS

The objective of the Turnover period is to ensure an orderly transfer of the
Health Care Options (HCO) contract from the Contractor to the State or
Successor Contractor at the end of the contract, or upon termination of the
contract.  Turnover activities shall begin 15 months prior to the end of the
contract.  If the State exercises its option to extend this contract, Turnover
shall be delayed for a commensurate period of time.

Given the uncertainties associated with the Turnover period that will occur at
the end of this contract, the Contractor shall be flexible to changing
requirements.  Therefore, the order, structure, or length of the Turnover
phase may be adjusted by the State from those specified at this time.  If
adjustments result in additional workload to the Contractor which is not
compensated by increased operational payments, or reduced revenues not
commensurate with reduced costs, Contractor reimbursement shall be
adjusted by the contract amendment process.

4.1 TURNOVER SUPPORT SERVICES

Turnover Support Services shall begin 15 months prior to the end of the
contract.  The purpose of these services shall be to assist the State in the
contract reprocurement process and provide support in the transfer of records
and operations.  All data and information provided by the Contractor shall be
accompanied by a letter, signed by the responsible authority, attesting to the
accuracy, currency and completeness of the material(s) supplied.  The
Contractor shall provide the following Turnover Support Services to the State
for reprocurement of the HCO Program:

1. Fifteen months prior to the end of Contract Operations, the Contractor
shall assemble a Turnover management team that must be employed
by the Contractor at the beginning of Turnover.  The Contractor shall
submit a letter to the State indicating which individual(s) has been
designated to serve on the Turnover management team.

2. Fifteen months prior to the end of Contract Operations, a detailed
description of the methodology that shall be used by the Contractor to
ensure the complete review, certification and acceptance of all HCO
documentation must be provided to the State for transfer to a
Successor Contractor.

3. Fifteen months prior to the end of Contract Operations, on-site facility
walk-throughs and demonstrations of the HCO operation shall be
available to prospective bidders.  These walk-throughs and
demonstrations shall include tours of the Contractor’s physical plant in
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order to demonstrate the logical and actual operation of the HCO
operation.  Tours, walk-throughs and demonstrations shall be provided
for up to ten representatives per tour, per prospective bidder, during
the Contractor’s operational hours.  Tour dates and times shall be
arranged by the Contractor as requested and approved by the State.

4. Fifteen months prior to the end of Contract Operations, on-site facility
walk-throughs and demonstrations for State staff shall be available as
requested by the State.  Tours of the Contractor’s physical plant,
including mail houses, if used by the Contractor, shall be included to
demonstrate the logical and actual workflow through the HCO system.
General system overviews as well as specific HCO operations training
shall be included by the Contractor as requested by the Contracting
Officer for State staff.

5. Fifteen months prior to the end of Contract Operations, the Contractor
shall perform a comprehensive assessment of all HCO operations
documentation for the procurement data library and then update that
documentation as necessary during the remainder of Contract
Operations.  This documentation assessment shall be completed and
delivered to the State no later than twelve months before the end of
Contract Operations and shall include:

a. General Design

b. Detailed Design

c. Report Descriptions Documentation

d. Screen Descriptions Documentation

e. Licensed Software

f. Computer Operations Procedures

g. Data Descriptions

h. Hardware/Software Configuration

i. All software (e.g., programs, JCL, screen members, control card
libraries, data element dictionary, database, any customized
changes to proprietary software) .

j. The Master Index of all records maintained by the Contractor
pursuant to its records retention responsibilities.  This Master
Index shall include the name of each record, the span of dates
covered by each record and the volume of each type of record.
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k. The specifications of all forms used within the HCO operation.

l. The inventory list of all State owned and leased equipment
maintained by the Contractor.

m. The inventory list along with quantities of all informing materials
maintained by the Contractor.

n. The list of Post Office Boxes and telephone numbers used by
the Contractor, and a description of the purpose of each post
office box and each telephone number.

The purpose of the review shall be to assess whether the
documentation accurately and completely reflects the existing HCO
operation and meets all contract documentation requirements. This
complete set of HCO documentation shall be submitted to the State no
later than two months prior to the end of Contract Operations.  The
State may, during the Turnover process, require one additional copy of
any of the HCO documentation described above. If any documentation
is not accurate, complete and in accordance with the contract
requirements, corrected documentation shall be provided for State
approval.  After correction of any documentation required to meet all
contract requirements, the Contractor shall provide the State with two
copies of each document including the documentation assessment,
along with all updates, until the end of Contract Operations.

6. Fifteen months prior to the end of Contract Operations, the Contractor
shall, upon written request by the State, provide to the State
operational performance statistics or copies of existing operational
reports. Specific requested information must be delivered to the State
no later than two weeks from the date of the written request.

4.2 TURNOVER WORK PLAN

Fifteen months prior to the end of Contract Operations, the Contractor shall
prepare and deliver a Turnover Work Plan.  Under this contract, the Turnover
Work Plan shall address all requirements discussed in this section and
identify all activities necessary to complete the termination and transfer
process, including any activities required of the Contractor after cessation of
Operations.  In addition to addressing the activities associated with the
Turnover process, the Work Plan shall include the following items:

1. A work schedule of tasks to be performed during Turnover.  The
structure of this work schedule shall conform to the detailed work
schedule guidelines defined under the Takeover Requirements.
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2. A narrative describing each task/activity on the work schedule.

3. At a minimum, a monthly progress meeting to be attended by
Contractor and State staff.

4. Production of a monthly written progress report summarizing the
progress meetings.  This report shall be delivered to the State one
week after each monthly meeting and include the following items:

a. The attendees at the monthly progress meetings.

b. Progress of each task/activity if applicable for that period of
time.

c. Topics of general discussion.

d. Action items and decisions made at the meetings.

e. Problems encountered and status of problem resolution.

f. Planned activities for the following two months.

g. Status of contractually defined milestones and deliverables
scheduled in the Turnover Plan.

h. Turnover quality management activities.

i. Any other information deemed necessary by the Contractor or
required by the State.

In the event the State disagrees with the conclusions provided in the
Contractor’s summary, the Contracting Officer shall provide written
notice of the State’s conclusion for inclusion in the permanent record.

5. A description of the Monthly Deliverable Status (MDS) report.  This
report shall be used by the Contractor and the State in gauging the
Contractor’s progress during Turnover, especially as compared to the
Work Plan Schedule, and for tracking the provision to the State of
Turnover deliverables.  The MDS report shall be delivered to the State
monthly, five working days prior to each meeting, and shall be current
at the time of submittal.  The report shall be submitted not only on hard
copy but also electronically or on magnetic media in a format
prescribed by the Contracting Officer.  This report shall be provided in
three sequences, by Work Breakdown Schedule, by Original Due Date,
and by New Due Date (for disapproved deliverables).  Seven copies of
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the report in each sequence shall be delivered to the State.  The MDS
report shall contain the following information:

a. Work Breakdown Schedule (WBS).  This shall be the Turnover
plan number the Contractor has assigned the
deliverable/activity.  Seven copies of the report shall be
provided in this sequence.

b. Description.  Brief description of the deliverable/activity.

c. Original due date.  This shall be the due date provided on the
Work Plan Schedule.  Seven copies of the report shall be in this
sequence.

d. Date delivered.  Actual date deliverable was delivered to the
State for review and approval.

e. Days late/early.  The number of days the deliverable was
delivered either late (- days) or early (+ days).

f. Date approved/disapproved.  The date the State either
approved or disapproved the deliverable.

g. New due date, for disapproved deliverables.  There shall be an
entry in this column for every  deliverable disapproved by the
State.

h. Days late or early.  Same definition as item (f), but relative to
item (g), New Due Date.

i. Date approved/disapproved.  The date the State approves or
disapproves the resubmitted deliverable.

j. Responsible task owner.

k. Remarks.  Free form comments space allowing up to 70
characters.

6. A description of how the Contractor plans to accomplish required
training of the Successor Contractor and State staff including:

a. A schedule of planned training sessions.

b. A description of the professional background and experience,
knowledge of the subject and previous training experience for
each trainer.
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c. Number of staff to be trained per area.

d. Training subjects.

e. Training methodology.

f. Evaluation techniques.

g. Length of each training session.

h. Sample copies of material to be used in training sessions.

4.3 TURNOVER PREPARATION

During the nine months prior to the end of Contract Operations, the
Contractor shall perform Turnover Preparation activities.  The schedule of
activities shall be adjusted based on the use of any optional extension
period(s), and the schedule for Turnover shall be adjusted to coincide with the
State’s reprocurement and the Successor Contractor’s Takeover schedule.  A
letter signed by the responsible authority, certifying the accuracy and
completeness of the material provided shall accompany all information,
services, and data supplied by the Contractor.

During Turnover Preparation, the Contractor shall:

1. Provide comprehensive training to the Successor Contractor’s
management, supervisory, and technical staff.  The training shall utilize
current and complete HCO documentation as well as instruction
materials and handbooks.  All training materials shall be based on the
complete and current documentation required under Turnover Support
Services.  Formal training sessions shall be provided for a minimum of
10 contractor personnel for a minimum of 80 hours class instruction
per individual.  The training shall include hands on training, if
appropriate.  Major areas to be covered in the Contractor’s training
shall include, but is not limited to:

a. Administrative Support Services
b. Mailroom & Prescreening
c. Data Entry
d. Customer Services
e. Toll-Free Telephone Group
f. Enrollment Processing
g. Disenrollment Processing
h. HCO Information/Outreach Activities
i. Computer and Ancillary Equipment
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j. HCO System Files, Programs, and Reports

2. Schedule 5 tours of the Contractor’s and subcontractor’s facilities for
up to ten Successor Contractor’s staff per tour.

3. Provide State staff designated by the Contracting Officer access to the
Contractor’s Data Center.

4. Six months prior to the end of Contract Operations, the Contractor
shall provide to the State a Master Index of all records maintained by
the Contractor pursuant to its record retention responsibilities.  This
Master Index shall inventory all records and include the name of each
record type and the volume of each type of record.  The State shall
approve the index format before any records are transferred to the
Successor Contractor.  Once approved by the State, the Master Index
shall be updated monthly, maintained by the Contractor and utilized by
the Contractor to transfer records to the Successor Contractor.  The
index shall be transferred to the Successor Contractor when the final
records are transferred.

5. Maintain an ongoing inventory list of all cost reimbursed purchased or
leased equipment maintained by the Contractor, and an inventory of all
informing materials and forms used in HCO operations.

6. Update and deliver to the Contracting Officer on a monthly basis the
job roster of Contractor Medi-Cal HCO staff for consideration for hiring
by the Successor Contractor.  This roster shall include names of all
HCO operations employees (except key personnel), date of anticipated
availability, and addresses and telephone numbers by which the
employees may be contacted.

7. In conjunction with the Successor Contractor, hold job seminars at the
Contractor’s site with the Contractor’s employees to encourage
employees to accept employment with the Successor Contractor,
thereby enhancing the continuity of Health Care Options processing.

8. Four months prior to the end of Contract Operations, provide to the
Successor Contractor, via the State, an initial complete set of the HCO
software and documentation.  Provide weekly updates of changes to
the HCO software from that date forward through the end of Contract
Operations and completion of the transfer of all residual inventory and
records to the Successor Contractor.

9. Nine months prior to the end of Contract Operations, provide to the
State a listing of all reports produced by the Contractor, the number of
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reports, and the individuals/organizations to whom the reports are
delivered.

4.3.1 SYSTEM AND ACCEPTANCE TESTING SUPPORT

The Contractor shall satisfy all requests regarding the below subtasks within
two State working days unless prior written approval to extend is given by the
State.

4.3.1.1 TESTING AND DOCUMENTATION

During Successor Contractor’s System Testing and the State’s Acceptance
Testing of the Successor Contractor’s operation of the HCO system, the
Contractor shall provide testing support to the State.  This support shall
include the following subtasks:

1. Provide the HCO system software, files, test data files, tables, HCO
document copies, and all other documentation and information
requested by the State, without limitation.

2. Provide Successor Contractor’s staff access to the Automated
Telephone Inquiry Response System for System Testing and
Acceptance Testing.

3. Provide assistance to the State with interpretation and analysis of test
results.

4. Provide Contractor-certified production copies (certifying, in writing,
that each is complete, current, accurate, and what the Contractor uses
for production) of each of the following:

a. HCO Program Source Code is to be provided in a media
prescribed by the state instead of the traditional blue bar print
out.

b. A listing identifying whether modules are on-line or batch
processes.

c. All load modules and executable code for all source programs
and screens.

d. A directory listing of all programs on the requested file.

e. All other HCO software needed to execute the test.
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f. All data base software.

5. Provide to the Successor Contractor any State owned and leased
equipment in the Contractor’s possession which is necessary to
conduct acceptance testing, as long as this does not, in the judgment
of the Contracting Officer, jeopardize meeting contract requirements.

4.3.1.2 EQUIPMENT

The Contracting Officer shall identify the schedule for transfer of all cost
reimbursed,  purchased or leased equipment.

This must include a proposal for the training on all cost reimbursed purchases
by the Contractor for the Successor Contractor’s staff.

4.3.2 FILE TRANSFER - GENERAL REQUIREMENTS

1. The Contractor shall provide accurate, Contractor-certified copies of all
files necessary to transfer HCO operations to the State and the
Successor Contractor.  Production data file transfer activities shall be
conducted in accordance with the File Transfer Phase Schedule
provided by the Contracting Officer during Turnover.  The cost of file
transfers shall be the responsibility of this Contractor as part of the
Contractor’s Turnover Bid Price.

2. The Contractor shall provide copies of the current production version of
the files that exist as of the start date of that file transfer phase.  The
files shall be delivered to the Contracting Officer or his designee by
noon of the start date of the phase at the Contractor’s Sacramento
facility.

3. For each set of files provided, the Contractor shall ensure that the files
which are copied for delivery to the Contracting Officer are the outputs
from the most recently completed daily, weekly, monthly, etc., cycles.
If the regular production cycle is delayed, the requested file shall be
delivered within twelve hours of completion of the production cycle.

4. In the event it is determined that any of the necessary files are
unreadable and/or otherwise unusable, the Contractor shall provide
replacement copies within eight hours of notification by the Contracting
Officer, unless advised by the Contractor that additional time is
required to generate copies and the extended timeframe is agreed to,
in writing, by the Contracting Officer.
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5. At the same time the files are delivered, the Contractor shall also
deliver:

a. Hard copy listings of all procedure, programs, and scripts used
to create/copy each file.

b. Job output listings and reports for both the job that created each
file, and the job that copied each file from Contractor media to
the tapes that shall be transmitted to the State, including record
counts or other control information for record balancing.

c. Written Contractor certification that each file is a complete and
accurate copy of the production HCO file.

Files scheduled for transfer at the end of the Contract Operations
Period shall be transferred to the Successor Contractor upon
completion of the appropriate cycle for those files (files updated on a
daily cycle shall be transferred as of the completion of the daily cycle;
files updated on a weekly cycle shall be transferred upon completion of
the weekly cycle, etc.).

6. Specified files that are to be delivered prior to cessation of
enrollment/disenrollment processing activities (completion of Turnover
Processing) by the Contractor require updates so that the Successor
Contractor’s version shall contain the same data as the Contractor’s
version.  The Contractor shall provide update/transaction files for these
files delivered to the State.  The update files shall be delivered to the
Contracting Officer or his designee, at the Contractor’s facility weekly
on the following Monday with updated information.

7. If, during Turnover, a list of additional files are identified, the
Contracting Officer shall request these files either by adding them to
one of the file transfer phases or requesting special processing.  If
added to a file transfer phase, the file shall be delivered in accordance
with the schedule for that phase, if feasible.  If not feasible, these files
shall be delivered within forty-eight hours of the regular production
cycle.  If asked for on a special request, the file shall be provided to the
State within forty-eight hours of the request.
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4.4 PROCESSING DURING TURNOVER

The Contractor's obligations and liabilities shall be as follows:

1. The Contractor shall remain responsible for performing all contractual
obligations until the close of the contract or as requested by the State
for Turnover.

2. The Contractor shall keep the beneficiary history file operative and
current until the expiration of the contract.

3. The Contractor shall develop a report describing, at the lowest level of
detail understandable to the lay person, work in progress to be
transferred to the Successor Contractor.

4. Additional Contractor responsibilities during Turnover shall include:

a. Maintain staffing consistent with workload during the Turnover
by encouraging and/or providing incentives for staff retention.

b. The Contractor shall dispose of records under its custodianship
in accordance with all provisions of the contract, including
obtaining prior written authorization from the Contracting Officer
before destroying any records.

c. Perform a final audit of all contract-related documentation in
preparation for federal or State-conducted audits of this
contract.

4.5 TURNOVER PHASE-OUT ACTIVITIES

To ensure a smooth transition, two months prior to the physical transfer the
Contractor shall have met with State and Successor Contractor staff to:

1. Determine the format for the Work Turnover Report;

2. Provide an estimate of the number of residual unprocessed inventory
(e.g., enrollment documents, initial mailings, confirmation letters, etc.)
that shall be transferred; and

3. Establish a transfer schedule acceptable to the State and Successor
Contractor.

The organization and transfer shall be conducted so as to prevent any
interruption in services including delivery of records retention services while
the transfer is executed.
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The Contractor shall, within one working day of receipt, deliver to the
Successor Contractor, all HCO related correspondence received during the
Turnover phase-out period.  Following the completion of the Turnover phase-
out period, the Contractor shall return all HCO mail received to the sender via
the USPS.

The Contractor shall develop for delivery to the State a detailed functional
area Work Turnover Report (WTR) for Turnover.  The WTR shall document,
at the lowest level of detail practical, the work in process under the
Contractor’s control to be transferred to the Successor Contractor’s control for
processing.  The final WTR shall be delivered by 12 noon no later than seven
days prior to the end of Contract Operations.

The Contractor shall transfer to the Successor Contractor, in boxes or bins, all
unprocessed HCO documents along with transmittal sheets indicating
contents of each box or bin, the type(s) of document(s) contained therein and
the exact status of each document.  These documents include, but are not
limited to, enrollment forms, disenrollment forms, exemption forms, initial
informing letters, ten-day notice letters, and confirmation letters.

The Contractor shall transfer to the Successor Contractor no later than one
day prior to the end of Contract Operations, or terminate in the event the
respective carriers prohibit transfer, all data lines used for State terminal
network communication.

The Contractor shall transfer responsibility for all cost reimbursed, purchased
or leased equipment to the Successor Contractor on or about the last day of
Contract Operations, with the exact date(s) to be determined by the
Contracting Officer.  The exact date of this transfer shall depend on the needs
of the State and the type of equipment.  In addition to this equipment, all
associated software, supplies, operating manuals, maintenance contracts,
any and all documentation used to process HCO activity, etc., shall be
transferred as directed by the Contracting Officer.  The Contractor shall
cooperate with the Successor Contractor as needed to reassign the cost
reimbursement equipment/software lease/maintenance contracts.

The Contractor shall complete all daily, weekly and monthly HCO reporting in
process on the last day of Contract Operations, in accordance with contract
delivery requirements, except that the Contractor shall have one additional
work day.

4.6 POST CONTRACT OPERATIONS PHASE

This phase shall terminate ninety days after the end of Contract Operations.
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For ninety days after transfer of Operations, the Contractor shall answer and
refer all contract related calls to its phone lines to the Successor Contractor’s
phone lines.

For ninety days after transfer, on a daily basis the Contractor shall, within four
working hours, make all misdirected contract related mail available for pickup
at the Contractor’s site by the Successor Contractor.

For ninety days after termination of Contract Operations, key personnel who
have not transferred to the Successor Contractor must be available to State
staff to answer questions regarding the operations of the system.

The State may perform a final audit of all contract-related documentation in
preparation for federal or State-conducted audits of the contract.


